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1400. 00. 00 ADM NI STRATI VE PCOLI CY

This chapter presents adm nistrative policy, including:

Fam |y and Social Services Adm nistration (Section
1405)

Personnel Standards (Section 1410)

Qutreach (Section 1415)

I nquiries For Information (Section 1420)
Confidentiality (Section 1425)

Protected Cases (Section 1430)

Non- Di scrim nation (Section 1435)

Conpl ai nts (Section 1440)

Mandatory Reporting O Child Abuse O Negl ect (Section
1445)

Case Record Managenent (Section 1450)

Destruction O Case Material (Section 1455)

Uses For Food Stanps (Section 1460)

Food Stanmp County Service Plans (Section 1465)

Di sasters (Section 1470)

1405. 00. 00 FAM LY AND SOCI AL SERVI CES ADM NI STRATI ON

The Fam |y and Social Services Adm nistration (FSSA) is the
agency of the state responsible for social service and
financi al assistance prograns. The adm nistration includes
three maj or service divisions:

The Division of Famly and Chil dren;

The Division of Disability, Aging and Rehabilitative
Services; and

The Division of Mental Health.

The m ssion of FSSA is to work in partnership with famlies
and the community to devel op a system of effective
prevention and intervention services. The collaborative
effort fosters a climate of openness, enpowernent, and

nmut ual respect necessary to neet the needs of our clients.
Services are fam |y based and cut across individual agency
lines of responsibility.

The official mssion statenent of FSSA is: "People Hel ping
Peopl e Hel p Thensel ves".

1405. 05. 00 D VISION OF FAM LY AND CHI LDREN



The Division of Famly and Children has the responsibility
for all the programs included in this manual. In addition
to the financial assistance prograns, the Division provides
child welfare, child protection and child devel opnent

servi ces.

The m ssion statenent of the Division of Famly and Children
is "Helping Individuals and Famlies to Hel p Thensel ves".

1405. 10. 00 Dl VI SI ON OF AG NG AND REHABI LI TATI VE SERVI CES

The Division of Aging and Rehabilitative Services
adm ni sters prograns for people with devel opnent al
disabilities and for senior citizens.

1405. 15. 00 Dl VI SION OF MENTAL HEALTH

The Division of Mental Health (DWVH) is responsible for
ment al heal th needs, addiction services, and operation of
the state psychiatric hospitals.

1410. 00. 00 PERSONNEL STANDARDS

Certain personnel standards nust be followed in the

adm ni stration of the Food Stanp, TANF, Medicaid and Child
Care prograns. The follow ng sections discuss these

requi renments.

1410. 05. 00 Dl VI SI ON OF STAFF RESPONSI BI LI TIES (F)

The Local O fices shall divide staff and the responsibility
for eligibility determ nations and EBT vault card issuance
between certification and issuance units. Volunteers and
other non-nerit staff cannot conduct eligibility interviews,
determne eligibility or establish benefit anounts. The
certification unit is responsible for determ ning assistance
group (AG eligibility and creating records and docunents to
aut hori ze the issuance of EBT vault cards to eligible
househol ds. The issuance unit is to provide certified AGs
with their EBT vault card. The sanme person cannot both

aut hori ze and issue EBT vault cards.

Security controls in ICES allows individuals to performonly
one or the other function based upon security profiles for
the individual's job title.

1410. 10. 00 MERI T PERSONNEL FOR ELI G BI LI TY CASE
PROCESSI NG

Local O fice personnel used in the determ nation of
eligibility and calcul ation of benefits are to be state
merit staff enployed by the Division. Functions of the
eligibility staff include but are not limted to

i nterview ng, evaluating, information gathering,



establishing eligibility and benefit levels, as well as
devel opi ng and nonitoring service plans.

1410. 15. 00 USE OF OTHER STAFF

Local O fices are encouraged to use volunteers in activities
such as prescreening, assisting applicants in conpleting the
application, and securing needed verification.

| ndi vi dual s and organi zati ons, who are parties to a strike
or |lockout, and their facilities, may not be used in the
Food Stanmp eligibility process except as a source of
verification of information supplied by the applicant.

Only authorized enpl oyees of the FSSA, EBT vault card

i ssuers, and federal enployees involved in adm nistration of
t he program shall be permtted access to EBT vault cards or
ot her issuance docunents.

1410. 20. 00 SUFFI CI ENT STAFF

Local O fices shall enploy sufficient staff to perform
eligibility and benefit issuance functions accurately and
process fair and tinmely in accordance with the standards set
forth in this manual

1410. 25. 00 Bl LI NGUAL STAFF AND MATERI ALS (F)

Local O fices are to provide bilingual programinformation,
eligibility materials, staff and/or interpreters to | ow

i ncone, non-English speaking, single | anguage AGs in
accordance with the follow ng guidelines. Single |anguage
refers to AGs which speak the sanme non-English | anguage and
whi ch do not contain adults fluent in English as a second

| anguage.

1410. 25. 05 Det erm ni ng The Need For Bilingual Service
(F)

A Local Ofice nust provide bilingual staff or interpreters,
certification materials, and materials used in program
informational activities in the appropriate |anguage if the
of fice serves a popul ation of either approximately 100
singl e | anguage AGs or a |l ow incone group of |ess than 100
in which the mgjority are of the sanme single | anguage
majority.

Certification materials include the application form change
report forms, and notices to AGs.

1410. 25. 10 Seasonal Influx O Non-English Speaking Units
(F)



In project areas with a seasonal influx of non-English
speaki ng groups, Local Ofices are to provide bilingual
materials and staff or interpreters as required if, during
t he seasonal influx, the nunber of single |anguage mnority
| ow i ncome groups which nove into the area neets or exceeds
t he requi renents above.

1410. 25. 15 Estimtes O Potential Target Popul ation (F)

The FSSA will, with input fromLocal Ofices, develop
estimates of the nunbers of |ow incone, single | anguage
mnority groups, both participating and nonparticipating in
the program for each county by using census data (including
t he Census Bureau's Current Popul ation Report: Popul ation
Estimates and Projections, Series P. 15, No. 627) and

know edge of project areas and area services by
certification offices. Local Bureau of Census offices,
Community Services Administration offices, community action
agenci es, planning agencies, mgrant service organi zations,
and school officials may also be inportant sources of
information in determning the need for bilingual service.

| f these information sources do not provide sufficient
information for the FSSA to determne if there is a need for
a bilingual staff of interpreters, such certification
offices shall, for a six nonth period, record the nunber of
single language mnority groups that visit the office to
make inquiries about the program file a new application for
benefits, or be recertified.

1415. 00. 00 OUTREACH
Qutreach pronotes educati on and public awareness of
assi stance progranms as well as increases access to services.
Qutreach i ncl udes:
Provi di ng program information;
providing referrals to other agencies;
training comunity organi zations that provide program
information to the public to pronote assistance
pr ogr ans;

elimnating the social and geographic barriers to
participation; and

encour agi ng continued participation by AGs.

1420. 00. 00 | NQUI RI ES FOR | NFORVATI ON

An inquiry is a request for information regarding the
eligibility requirenents for assistance. |ndividuals

i nqui ri ng about assistance are to be given information in
witten formand orally, as appropriate, regarding



eligibility requirenments, scope of the program coverage,
and the rights and resp?nsibilities of
applicants/recipients. (f1)

Responses to inquiries regarding eligibility should be

general . Information regardi ng agency procedures, incomne
and resource standards, and programrequirenents may be
provided. 1In no event should an individual requesting

information be told that they are eligible or ineligible
unl ess that individual has filed an application and an
official determ nation has been nade.

A wor ker who nakes an eligibility statenent w thout
receiving an application and/or conpleting a thorough
investigation of an individual's or famly's situation puts
the agency at risk of providing benefits to ineligible
peopl e and denies the client the right to proper notice
which is required by federal law. The notice establishes
and supports the client's right to appeal. Verbal

comuni cation without witten notification serves to
interfere with the client's rights.

1420. 05. 00 PRI NTED MATERI AL

Witten information such as brochures or panphl ets that
descri be basic financial and non-financial eligibility
criteria, the application process, and participant rights
and responsibilities, are to be available. This witten
information shall be distributed at Local Ofices and shal
be made avail able to other |ocal agencies upon request.

The informational |eaflet explaining the rules and
procedures governing the appeal and hearing process is to be
made avail able by the Local Ofice to each
applicant/recipient and to any other interested person.(f2)

1420. 10. 00 MANUALS AND PROGRAM DI RECTI VES

Program manual s and suppl enental instructions used in the
determ nation of eligibility shall be nmaintained at DFC for
exam nation by nenbers of th? gublic on regul ar wor kdays
during regul ar office hours. (f3)

1425. 00. 00 CONFI DENTI ALI TY

Al'l information obtained by the Local O fice and maintai ned
in the case record about an applicant/recipient and his
ci rcunstances is confidential.

| nf ormati on obtai ned by DFC from partici pants or
i ndi vi dual s, whether or not they are currently
participating, is also considered confidential.

1425. 05. 00 ACCESS AND USE OF CONFI DENTI AL | NFORMATI ON



Access and use of confidential information is to be
restricted to those DFC staff nenbers with direct
responsibility for establishing eligibility, authorizing
benefit levels, and providing services for the individual or
famly for whomthe informati on was obtained. Confidential
information may al so be shared with DFC staff who have
responsibility for adm nistration and oversight of the
progranms for which the confidential information was secured.

Under no circunstances may a list of nanes and addresses of
applicants/recipients be rel eased for comercial or
political purposes.

1425. 10. 00 RELEASE OF CONFI DENTI AL | NFORVATI ON

Sections 1425.10.05 through 1425.10. 15 descri be
ci rcunstances in which confidential information may be
rel eased.

1425. 10. 05 Rel ease OF Confidential Information To The
| ndi vi dual

Upon request of an applicant/recipient and/or his authorized
representative for the exam nation of his case record, al
case inforpation pertaining to that individual is to be made
avai |l abl e. (f3) I ndividual s who request copies of case

mat eri al nmay be charged a fee per page (not to exceed the
actual cost of copying) by the Local DFC Ofice.

When a hearing has been requested, federal regulations (f6)
mandate that "the claimant, or his representative, wll have
adequate opportunity to exam ne the contents of his case
file and all docunents and records to be used by the agency
at the hearing at a reasonable tinme before the date of the
hearing as well as during the hearing".

1425. 10. 10 Rel ease O Information To Third Parties

Unl ess permtted under one of the follow ng sections, the
rel ease of agency information requires a statenment signed by
t he applicant/recipient, authorizing the Local Ofice to

rel ease the information to the requesting agency or
individual. (f7) This witten authorization nust specify

t he scope of information the Local Ofice is authorized to
rel ease, the specific agency or individual to whomthe
information is to be rel eased, and th? Beriod of time for
which information is to be released. (f38) Authorizations
shoul d be preserved in the case file.

1425. 10. 10.05 Release O Confidential Informati on Wt hout
Consent



Confidential information may be rel eased w thout the
applicant's/recipient's perm ssion for purposes directly
connected w th:

The adm ni stration of the Food Stanps, TANF, Children
and Fam |y Services, | MPACT, Child Support, Medicaid,
Title XX, and Federal Supplenental Security |Incone
(SSI') prograns (such purposes include establishing
eligibility, determ ning the anount of assistance, and
provi di ng services);

any investigation, prosecution, or crimnal or civil
proceedi ng conducted in connection with the
adm ni stration of any of the above prograns; or

any audit or simlar activity (for exanple, a review of
expenditure reports or a financial review) conducted in
connection with any of the above prograns by any
governnental entity which is authorjzed by law to
conduct such audit or activity. (f9)

1425. 10.10.10 Release O Confidential Information Wthout
Consent (F, O

Confidential Food Stanp and TANF information nmay al so be

rel eased wi thout consent for the adm nistration of any other
federal or federally funded program whi ch provides

assi stance, in cash or in kind, or services directly to

i ndi vidual s on the basis of need such as the Section 8
Housi ng Program and the Job Training and Partnership Act
(JTPA) Prograns.

For Food Stanps, if a |l aw enforcenent officer provides a
recipient's nanme and notifies the agency that the recipient
is fleeing to avoid prosecution, custody or confinenent for
a felony, is violating a condition of parole or probation or
has informati on necessary for the officer to performan
official duty related to a felony/parole violation then the
agency nust give the recipient's address, SSN and phot ograph
(if available) to the officer.

The requesting officer nmust provide the applicable
information |isted above which nust be docunented in CLRC
along with the officer's nane and date requested. (f9a

1425. 10.10.15 Release O Confidential Information Wthout
Consent (O

Confidential TANF information nmay al so be rel eased to
support any effort by |law enforcenent officers to |locate a
TANF recipient who is a fugitive felon. The Local Ofice
may rel ease the nane and current address of the TANF
recipient to a |law enforcenent officer only after the | aw
enforcenment officer has provided the Local Ofice with



sufficient information that the TANF recipient mght be a
fugitive felon

1425. 10. 10. 20 Issuance O Subpoena

In the event of the issuance of a subpoena for the case
record or for a Local Ofice representative to testify
concerning an applicant/recipient, the attorney for the
Local Ofice is to imediately be informed of this fact.
The attorney shoul d nmake a determ nation of the

appropri ateness of releasing the information and, where
appropriate, bring to the court's attention the statute and
regul ati on regarding confidentiality. Wen information is
to be nade avail able to any person under conpul sory | ega
process, the Local Ofice should nake reasonable efforts to
furnish prior notice to the client regarding the rel ease.

1425. 10. 15 Rel ease OF Medicaid Nunbers To Providers
( MED)

Medi cai d providers are encouraged to ask all recipients who
request nedical services to show a valid Medicaid
Identification Card at the tinme the service is rendered.
The provision of the Medicaid card facilitates the paynent
aut hori zation process.

1425.10. 15. 05 Retroactive O Energency Services (MeD)

Provi ders who render services during periods inmediately
prior to the determination of Medicaid eligibility, or to
persons in energency situations, often experience difficulty
in billing the Medicaid programas they may never have the
opportunity to see a valid Medicaid card. Wen verification
is needed fromthe Local Ofice, the provider nmust submt a
witten request to obtain a valid Medicaid |I.D. nunber.
Medicaid |.D. nunbers are not to be given over the

t el ephone.

The witten request fromthe provider nust include the
follow ng information:

reci pient's nane;

recipient's Social Security nunber;
reci pient's address;

recipient's date of birth; and
date the service was given

Once the Local Ofice has verified that the patient is (or
was on the date of service) an eligible Medicaid recipient,
then a witten response is to be given to the provider
identifying the recipient's nane, Medicaid |.D. nunber, and
third party liability information, where applicable. The
Local O fice nust include the recipient's nane exactly as it
appears on the Medicaid enrollment/eligibility file. Since



t he Medi caid Contractor nust have the above el enents for
processing provider clains, the Local Ofice nust take care
in providing accurate information.

The Local O fice should also provide witten information to
t he provider when the individual for whoma Medicaid nunber
is requested is found to be ineligible for Medicaid
currently or at the tinme the service was rendered.
1425.10. 15. 10 Validation O Correct Medicaid Nunber (MED)

Cccasionally a Medicaid provider may view the card, but

m scopy the |.D. nunber. |In these instances, the provider
shoul d make every effort to obtain the correct nunmber from
the recipient. |f such efforts are unsuccessful, the

provi der nust wite to the Local Ofice requesting the
correct nunber. The Local Ofice should ask the provider to
include in the witten request the name of the recipient and
the erroneous |.D. nunber.

The procedures outlined here and in the precedi ng subsection
nmust be applied consistently to all Medicaid providers.

1430. 00. 00 PROTECTED CASES

Protected cases are those cases which have a greater need
for security protection as a result of the relationship
bet ween the applicant/recipient and one or nore of the
agency's staff nmenbers. Situations requiring a protected
case include but are not |limted to:

Cases which include an agency staff nenber;

Cases which include an individual who is related by
bl ood or marriage to an agency staff nenber; or

Cases which include an individual who is a close friend
of an agency staff nenber.

Once it is determned that a case needs to have protected
status it nust be assigned to a worker who has no fam i al

or personal relationship to any of the individuals in the
case. Arelative or close friend may not perform any of the
interviewor eligibility functions needed to support the
protected case or a case that neets the above criteria but
has never received protected status.

It may be difficult to discern that a case needs protection
until a problemexists. This may be avoi ded by workers
reporting potential conflicts to their supervisors as soon
as they are aware of them

Wor kers who access the agency's records pertaining to their
famly and friends are violating the client's right to



confidentiality and the agency's security agreenent.
Violators may be subject to appropriate disciplinary action.

The hard copy case file material should al so be maintained
at a location which is inaccessible to staff who have no
responsibility for the case. This is necessary to ensure
that confidentiality is maintained.

1435. 00. 00 NON- DI SCRI M NATI ON

I ndi viduals will not be discrimnated against for reasons of
age, rac? color, sex, disability, religious creed, national
origin, (f10) marital status, or political beliefs in any
aspect of program adm nistration including, but not limted
to:

The acceptance of and responsiveness to a request for
assi st ance;

the eligibility determ nation

t he i ssuance of EBT vault cards or benefits;

t he | MPACT Program adm ni strati on;

fair hearing procedure; or

any other service offered by the Local office.
1435. 05. 00 NON- DI SCRI M NATI ON | NFORVATI ON

I n accordance with Federal |aw and U. S. Departnent of
Agriculture (USDA) and U.S. Departnment of Health and Human
Services (HHS) policy, the Famly and Social Services

Adm ni stration is prohibited fromdiscrimnating on the
basis of race, color, national origin, sex, age, or
disability. Under the Food Stanp Act and USDA policy,
discrimnation is prohibited also on the basis of religion
or political belief. To file a conplaint of discrimnation,
individuals can wite to USDA, Director, Ofice of G vi

Ri ghts, Room 326-W Whitten Buil ding, 1400 | ndependence
Avenue, S. W, Washington, D.C 20250-9410 or call (202 720-
5964 (voice and TDD); or wite to HHS, Director, Ofice for
Cvil R ghts, Room 506-F, 200 Independence Avenue, S. W,
Washi ngton, D.C. 20201 or call (202) 619-0403 (voice) or
(202) 619-3257 (TDD). USDA and HHS are equal opportunity
provi ders and enpl oyers.'

In order to informall individuals of their protection
agai nst discrimnation and to ensure agency conpliance with
civil rights laws and policies:



DFC publicizes the procedures for filing state and
federal conplaints in order to informindividuals of
nondi scrim nati on conpliance;

Al'l offices must display the USDA nondi scrim nation
poster "And Justice For All" — AD-475B (12-99);

| nformati on regardi ng the conplaint systemand an
expl anation of the procedure nust be provided to al
i ndi vi dual s i mmedi ately upon request.

1440. 00. 00 COVPLAI NTS

An applicant/recipient, or a person acting in his behalf,
may register any dissatisfaction he may have regardi ng Local
O fice action or inaction relative to his entitlement to
benefits as well as any m streatnent by agency staff.

Conmpl aints may be nade to the Local O fice in person, by

t el ephone or by letter. Sone conplaints may be directed to
the FSSA or other officials of federal or state governnent.
Complaints directed to other governnental offices are
normally referred to the DFC for investigation and reply.

Al'l conplaints are to be given pronpt, courteous, and
t horough attention by DFC staff.

1440. 05. 00 PUBLI CATI ON OF COVPLAI NT PROCEDURE ( F)

The Local Ofice is responsible for making information on

t he conpl ai nt procedure available to AGs, potential AGs, and
ot her interested persons. This includes provision of al
appropriate tel ephone nunbers and addresses, the sane being
di spl ayed in a reasonable fashion in each Local Ofice, Food
Stanp O fice, and provided specifically to any person

rai sing a conpl aint.

1440. 10. 00 APPLI CANT/ RECI PI ENT COVPLAI NTS RECEI VED BY
LOCAL CFFI CE

Upon recei pt of a conplaint froman applicant/recipient, the
Local Ofice is to take i medi ate steps addressing the
problem including any or all of the follow ng:

review the situation to determ ne whether the action
taken was in accord with federal and state | aw and
regul ation; (If an error occurred, adjusting action is
to be taken immedi ately.)

pronptly interview, telephone, or wite the conpl ai nant
to interpret appropriate aspects of the program

provi de the conpl ai nant with appropriate program
| eafl et s;



advi se the conpl ai nant of other prograns and conmunity
resources that may be able to neet his needs; and

advi se conpl ainants of their appeal rights and help
themto understand the appeal and hearing process. See
| PPM 4205. 00. 00 — 4205. 10. 00 regardi ng appeal rights.

1440. 15. 00 COWMPLAI NTS RECEI VED FROM THI RD PARTI ES BY
LOCAL CFFI CE

When the Local O fice receives a conplaint or inquiry on
behal f of the applicant/recipient froman individual other
than the applicant/recipient, specific information about the
applicant/recipient cannot be rel eased wi thout his signed
consent. (f11) see | PPM 1425.00.00 — 1425.10. 10. 20 regardi ng
confidentiality.

I f such inquiry is received wi thout an authorization for

rel ease of information, the Local Ofice is to provide
general information relative to the nature of the conplaint.
The conpl ai nant shoul d be advi sed of the confidentiality of
case records and of the necessity of obtaining the
applicant's/recipient's signed consent should the general
informati on not be sufficient.

1440. 20. 00 COVPLAI NTS OF DI SCRI M NATI ON

Prohi bited D scrimnation

Discrimnation in the Food Stanp, Medicaid and TANF Prograns
is specifically prohibited on the basis of race, color,

nati onal origin, sex, age, or disability. The Food Stanp
Program al so prohibits discrimnation for religion or

political beliefs. Individuals with any of these conditions
are referred to as 'protected classes'. In addition,
Federal civil rights laws nake it illegal to discrimnate

agai nst sonmeone who has filed a conplaint or has engaged in
ot her Equal Enpl oynment Cpportunity (EEO or civil rights
activity.

Exanpl es of Discrimnation

Di scrimnation can occur in many different ways. The
actions bel ow are exanples of discrimnation and non-
conpliance with civil rights requirenents when the action is
notivated by or results froma policy that

di sproportionately has an adverse inpact on a person or
group of people who belong to one of the protected cl asses:



Deni al of an individual or household of any service or
benefits provided under the programfor which the

i ndi vidual or household is otherwise eligible (for
exanpl e not providing a translator or other foreign

| anguage assistance to a household with limted English
proficiency).

The failure of local office staff to provide the sane
quality, quantity or manner of service or benefits to
al | .

Segregation or separate treatnment of individuals in any
manner related to the application for or receipt of
program benefits (separate facilities or separate
procedures based on race or another protected status
and having noticeably better office space in one part
of town versus anot her where popul ations include a
greater percentage of those with protected status).

Use of criteria or nethods of adm nistration that have
the effect of defeating or inpairing the objectives of
any program (inposing additional eligibility criteria
on certain individuals).

Sel ection of sites for offices that exclude or

di scourage individuals from accessing the benefits of
t he program such as offices that are not accessible to
persons with disabilities or offices |ocated far away
froman eligible mnority community and not served by
public transportation.

Adverse treatnment such as rude, unprofessional and
unr esponsi ve behavior directed at any individual with
prot ect ed st at us.

Evi dence of Discrimnation

Evi dence of discrimnation is established when all of the
followi ng conditions are net:

A conpl ai nant shows that he has been adversely affected
by a program deci si on;

The adverse action is related to a protected condition;
and

The person agai nst whom the action was taken is a
menber of the protected cl ass.

Timeframes for Cient to File a Formal Conpl ai nt

The conpl aint nust be filed no |ater than 180 days fromthe
date of the alleged discrimnation or when the conpl ai nant
becane aware of the action. |If circunstances warrant, the
Cvil Rights Director of the Departnment of Agriculture or



the Director of Health and Human Services may extend the
filing time.

To Whom to Conpl ain

Program applicants or programrecipients who feel that they
have been di scri m nated agai nst can conplain to the
f ol | owi ng:

Local DFC Ofice Director or Cvil Rights Conplaint
Coor di nat or ;

Fam |y Resource Bureau of the Division of Fam |y and
Chil dren, 402 W Washington Street, Room WB63,
| ndi anapolis, IN 46204, or call (317) 232-4946;

Regional Director, Ofice of Gvil Rights/EEQ USDA,
Food and Nutrition Service, Mdwest Region, 77 W
Jackson Blvd., 20" Floor, Chicago, |IL 60604-3511

For Food Stanps: Wite USDA, Director, Ofice of Cvil
Ri ghts, Room 326-w, Witten Building, 14" and

| ndependence Ave., SW Washington, D.C. 20250-9410, or
call (202) 720-5964 (voice and TDD); or

For Medi cai d/ TANF/ | MPACT: Wite HHS, Director, Ofice
for Gvil R ghts, Room 506-F, 200 |Independence Avenue,
S. W, Washington, D.C. 20201 or call (202) 619-0403
(voice) or (202) 619-3257 (TDD).

Conpl ai nt For mat

Peopl e who feel they have been discrim nated agai nst may
file a witten or verbal conplaint. Anyone contacted about
a conplaint should make every effort to obtain the foll ow ng
information fromthe conpl ai nant:

Nane, address, tel ephone nunber or other nmeans of
contacting the conpl ai nant;

Nane and | ocation of office where the all eged
di scrim nation took pl ace;

The nature of the incident that led to the conplaint;
The protected status (i.e. race, color, national
origin, sex, age, religion, political beliefs or
disability) that the conpl ai nant believes was vi ol at ed;

The nanmes and contact information of the individuals
who have knowl edge of the discrimnatory action; and

The date of the alleged discrimnatory action.



1440. 20. 05 The Local O fice and Di scrimnation

Conpl ai nts

The Local O fice's responsibilities related to handling
conplaints of discrimnation are |isted bel ow.

1

Responsi bl e Person. Each | ocal DFC office Director
nmust handl e or designate a responsible staff person(s)
to handle civil rights conplaints for all public

assi stance progranms. This person(s) wll be
responsi bl e for receiving and investigating conplaints,
recommendi ng and nonitoring corrective action, and
reporting all related information to the Famly
Resource Bureau in a tinmely manner. This person's nane
shoul d be included in the Division of Famly and

Chil dren Food Stanp Service Plan. The Director of each
| ocal DFC office should informall eligibility staff of
t he person(s) designated as the Cvil Ri ghts Conpl ai nt
Coor di nat or.

Public Notification. The |ocal DFC office will provide
information at each office |ocation regarding the
client's right to file a discrimnation conplaint. The
'Food Stanp Rights' (FNS-183) and the "And Justice for
Al'l:  (Form AD0475B) posters should be displayed in
each office in a place where they are easily visible to
applicants and beneficiaries/clients.

Right to File. Anyone has the right to file a
conplaint of alleged discrimnatory action with any of
the entities listed under 'To Whomto Conplain' in
Section 1440.20.00. The local DFC office will accept
any conplaint alleging discrimnation based on race,
color, national origin, age, sex, disability, religion
or political beliefs.

Age Discrimnation. Al conplaints alleging

di scrim nation based on age nust be forwarded to:
Regi onal Director, Cvil R ghts/EEOQ USDA, Food and
Nutrition Service, Mdwest Regional Ofice, 77 W
Jackson Blvd., 20" Floor, Chicago, |L 60604-3591,

wi thin 5 working days of the date received.

Prohi bited Actions. No DFC personnel shall intim date,
t hreaten, harass, coerce, or discrimnate against any
individual in order to interfere with his/her right to
file a conplaint, testify, assist, or participate in
any manner with the investigation, proceedings, or
heari ng.

Acknow edgenent . Al'l local DFC offices will accept
and acknow edge all discrimnation conplaints filed,
whet her written, verbal, or anonynous, and informthe



10.

11.

conpl ai nant of the process for resolving the conpl aint.

Verbal Conplaints. |f a conplainant makes an

all egation in person or through a tel ephone
conversation and refuses to put it in witing, the DFC
enpl oyee who receives the conplaint nust put it in
witing. Every effort should be nade to obtain
sufficient information to look into a conplaint of
discrimnation. See 'Conplaint Format' in Section
1440. 20.00 for the information that should be sought
fromthe conplai nant.

O her Federal Agencies. \Wenever a conplaint is
received that involves another Federal agency, it
shoul d be referred to that agency and t he conpl ai nant
shoul d be notified of the referral.

Filing Tineframe. The local DFC office will accept and
investigate all conplaints of discrimnation filed
within 180 days of the date of the action. Conplaints
over 180 days old should be referred to USDA, Director,
Ofice of Gvil R ghts, Room 326-W Whitten Buil ding,
14" and | ndependence Ave., SW Washi ngton, DC 20250-
9410, or call (202) 720-5964 (voice and TDD) or the
HHS, Director, Ofice for Cvil R ghts, Room 506-F, 200
| ndependence Avenue, S.W, Wshington, D.C. 20201 or
call (202) 619-0403 (voice) or (202) 619-3257 (TDD)
This will enable the Secretaries of Agriculture and HHS
to make a decision as to whether there are speci al

ci rcunstances that justify an extension of the 180 day
time [imt.

Revi ew of Conplaint. Wthin 5 days fromthe date the
all eged discrimnation is reported, review all

conpl aints, acknow edge themin witing, plan
appropriate action, or request additional information
fromthe conplai nant.

Addi tional Information Requests. Additional
i nformati on should be requested in the follow ng
ci rcunst ances:

a. The specific assistance programis not identified
or cannot be determ ned fromthe content of the
letter;

b. A protected status is not nentioned (i.e. the

conpl aint says that there has been discrimnation
but does not say whether it is because of race,
color, national origin, or any of the other
protected status categories discussed in
1440. 20. 00;
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13.

C. Di scrimnation or rude treatnment is nentioned but
no protected status is referenced (as discussed in
1440. 20. 00 is given.

Al'l requests or additional information nust include a
post age paid, self-addressed envel ope.

Pur pose of Investigation. An investigation should be
conducted to substantiate or refute the allegations on
all conplaints that establish evidence of

di scrimnation. The purpose of the investigation is to
determine if the action was taken because soneone

bel ongs to a protected class. It is also to determ ne
if there are office or individual caseworker practices
that result in people being treated differently because
they are nenbers of a protected class or if any
policies or practices that seemneutral on their face

i npact di sproportionately on any protected cl ass.

Conducting an Investigation. The follow ng actions
shoul d be taken when conducting an investigation:

a. I nterview the conplainant. The interview should
clarify the issues, attenpt to deternine why the
conpl ainant feels that the action was based on
di scrimnation, and provide other information such
as nanmes of w tnesses or observation of other
ci rcunst ances where the discrimnatory behavi or
has occurred. The interviewer should try to get
any other information that would be hel pful in
determ ni ng whet her the action that was taken was
notivated by the fact that the conpl ai nant bel ongs
to a protected cl ass.

b. Have the conpl ai nant sign an information rel ease
form consenting to having his or her nane rel eased
to local office staff and others who need to be
contacted in connection with the conplaint. |If
t he conpl ai nant refuses to consent to this, have
hi m or her sign and acknow edgenent that this nmay
limt the scope of the investigation.

C. | ntervi ew ot her applicants and/or participants who
have know edge of the alleged incident.

d. | ntervi ew ot her applicants and/or participants who
bel ong to the sane protected class as the
conplainant to determne if they have experienced
simlar or different treatnent.

e. | ntervi ew ot her applicants and/or participants who
do not belong to the sane protected class as the
conplainant to determne if they have experienced
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16.

simlar treatnent.

f. Interview | ocal office DFC staff to see if they
recall the particular incident and why it
occurr ed.

g. Revi ew case files to determ ne what occurred in

the conplainant's case. As appropriate, review
other case files to determne if simlar actions
wer e t aken.

h. Contact |ocal community organi zations to determ ne
if they have received simlar conplaints or if
they are aware of any alleged problens in the
| ocal DFC office.

Di scontinued I nvestigation. An investigation may be
di sconti nued under the follow ng circunstances:

a. The conpl ai nant indicates that the discrimnation
did not occur.

b. The conpl ai nant i ndi cates that he understands how
and why the case was handled the way it was and no
| onger thinks it was because of discrimnation.

C. The conpl ai nant i ndi cates that he no | onger w shes
to pursue the conplaint or withdraws the
conplaint. In these situations it is inportant to

make sure that the conplainant is not being
coerced or pressured to drop the conplaint.

Conti nued investigation. Even if a conplainant does
not wi sh to continue pursuing the conplaint, the DFC

of fice representative should continue the investigation
if he or she believes that further action nay be
necessary based on the avail abl e information.

Draft Decision Letter. The |local DFC office wll
review and eval uate the facts gathered during the
investigation and draft a decision letter inform ng the
conpl ai nant of the findings and of conpletion of the

i nvestigation and any follow up action that will be

t aken based on the findings. The draft should contain
the foll ow ng information:

a. A description of the allegation;
b. The scope of the investigation;
C. Facts and i nfornmati on obtained that refute or

support the allegation;



d. A closing statement sunmmari zing the decision and
t he basis on which the determ nation was nmade; and

e. A statenment explaining the conplainant's right to
appeal the decision by sending an appeal to:
USDA, Director, Ofice of Cvil R ghts, Room 326-
W Witten Building, 14" and | ndependence Ave.,
SE, Washi ngton, DC 20250-9410, or call (202) 720-
5964 (voice and TDD).

The draft decision letter nust be sent to Famly
Resource Bureau for review Included with the draft
decision letter should be a witten report containing a
summary of the findings of the investigation and a
summary of each interview.

17. Probabl e Non-Conpliance. Wen it is determ ned that a
| ocal DFC enpl oyee or office has failed to follow a
civil rights requirement or is engaging in practices
t hat adversely inpact disproportionately on a protected
class, the finding of an investigation should indicate
' probabl e non-conpliance.' In these instances, the
foll owi ng steps shoul d be taken:

a. The |l ocal DFC office should nake every effort to
conme into conpliance with civil rights
requirenments.

b. the decision letter nust indicate all steps taken
to conply with civil rights requirenents.

C. The decision letter should al so indicate any
corrective actions taken to correct benefits.

d. The effective date of the 'probable non-
conpliance' is the date of the conpleted
i nvestigation.

e. Wthin 60 days of the date of 'probable non-
conpliance', steps nust be taken to achieve
vol untary conpliance with civil rights
requirenments.

1440. 20. 10 The Bureau of Fam |y Resources and

D scrimnation Conplaints

The Fami |y Resource Bureau responsibilities in resolving
conplaints of discrimnation are described bel ow

1

Complaint is received. Attenpt to get as nuch
informati on as possi ble as described in Section
1440. 20. 00 under ' Conpl ai nt Format' .



10.

11.

I f the conplaint alleges discrimnation by a specific
wor ker, or refers to one incident (and there is no

al l egation of or reason to believe that there is a
policy or practice in the office that may be

di scrimnatory), refer the conplainant to the
appropriate local DFC office within one day after
receipt.

I f the conplaint alleges w despread discrimnation or
di scrimnatory practices in the |ocal office, arrange
to have soneone from Fam |y Resource Bureau go to the
| ocal office to investigate the allegation. The

i nvestigation would be conducted in a manner simlar to
t he procedures described in Section 1440.20. 05, but
nore enphasis woul d be put on contacting other
applicants and recipients of the sane protected cl ass
as the conplainant to see if they had experienced
simlar treatnent. These cases would al so be handl ed
in the sane tineframes described under |ocal office
procedur es.

Acknowl edge recei pt of the conplaint to the conpl ai nant
inwiting wwthin 5 days after receipt.

Review the draft of the decision |letter prepared by the
| ocal DFC office or Fam |y Resource Bureau staff after
the investigation is conpleted. Determne if the

i nvestigation was thorough and whet her appropriate
action was taken.

If all of the information is conplete and the decision
is in keeping with stated findings, forward the report
to the appropriate federal regional office.

Instruct the local DFC to forward a copy of the final
decision letter to the conpl ai nant.

I f an investigation was not conducted, review the DFC s
witten report to determne if the reason(s) for not
conducting an investigation are acceptabl e.

Fol l ow up on all findings of 'probable non-conpliance’
to insure that corrective acti ons have been taken and
t hat probl ens are not recurring.

For Food Stanps: Submt a quarterly report to FNS on
all discrimnation conplaints processed during that
peri od.

Revi ew di scrimnation conplaint logs to determne if
there are any patterns of conplaints that may require
training or other corrective actions either statew de
or in particular project areas.



12. Analyze participation data to determne if there are
areas where any protected cl asses appear to be under
represented, and take corrective action (such as
outreach) as needed.

13. For Food Stanps: Provide information to FNS on
conplaints to review during the civil rights conpliance
portion of the annual managenent eval uation or state
agency operations revi ews.

14. Insure that state agency staff and |ocal offices
under stand and receive annual training on civil rights
requirenments.

1440. 25. 00 OTHER FOOD STAMP COWVPLAI NTS (F)

Any conpl ai nts concerning the follow ng establishnments
should be referred to the Fam |y Resource Bureau at 402 W
Washi ngton Street, Room WB63, MS09, Indianapolis, IN 46204
or call (317) 232-4946 for referral to the USDA, Food and
Nutrition Service (FNS):

retail grocery stores;

nmeal delivery services;

communal dining facilities; and

drug or alcoholic treatnent and rehabilitative centers.

1445. 00. 00 MANDATORY REPORTI NG OF CH LD ABUSE OR NEGECT

| ndi ana | aw requires any individual who has reason to
believe that a child is a victimof child abuse or negl ect
to make a report. A person who knowngly fails to make such
a report commts a Cass B nmisdeneanor. Reports are to be
made by contacting the local Children and Fam |y Services or
| aw enf or cenent agency.

Each County DFC office should have an established policy

whi ch addresses how staff, especially non-child welfare
staff, are to report suspected child abuse and negl ect.

Each worker should be aware of this policy and be encouraged
to make appropriate reports.

1450. 00. 00 CASE RECORD NMAI NTENANCE

The caseworker is responsible for the naintenance of a
conpl ete and accurate case record. (f12)  Case records
serve the foll ow ng purposes:

Provides historical information to substanti ate Local
O fice action;

provi des essential information about the individual and
his current situation to reflect his need for
assi st ance;



hel ps to ensure continuity of service by the Local
O fice and/or proper referral to other needed
resour ces;

prevents needl ess repetition of fact gathering;

provides material for research and statistical
pur poses;

provi des material by which agency policies, practices,
and standards of performance can be substantiated and
eval uat ed; and

is the basis for the state's paynent to or on behal f of
an AG

1450. 10. 00 CONTENT OF CASE FI LE

The hard copy eligibility case file nust contain all signed
application fornms necessary to support the eligibility
determ nation, collateral sources of verification, and
correspondence.

There is no mandatory requirenent as to how material is to
be arranged in the eligibility case folders. However, it is
i nportant that the nmethod adopted by the Local O fice or

wor ker be understood and consistently used.

The hard copy | MPACT case file should be arranged so that,
in the absence of the FCC, a supervisor or another FCC could
mai ntain the continuity of services to the famly. The
casefile must docunment action taken by | MPACT staff and
contracted service providers and support | MPACT expenditures

on behalf of the participant. |MPACT nmaterial may be kept
inthe eligibility casefile or in a separate | MPACT
casefile. Information in the file(s) should be consistent

with information entered into the | CES system

At a m ninmum case records nmust contain the foll ow ng
i nformati on:

Current and previous Self-Sufficiency plans

Copies of referral fornms to service providers and/or
ot her organi zati ons;

Any assessnent docunments ot her than the | MPACT
Assessnent Tool ;

Verification/docunentation of | MPACT activities and
attendance (see suggested attendance forns in
APPENDI X) ;



G ai m vouchers and invoices for supportive services
aut hori zed;

Recommendati ons (and basis of recommendations) for
extending a participant’s TANF benefits beyond 24
nont hs; and

Copi es of appoi ntnment notices or docunentation of
appointments if scheduling was done nmanual | y.

Contracted service providers are also to naintain casefiles
in accordance with their contracts.

Case notes should be kept on conment screens CSLC to
docunent specific barriers participants face and their

resol ution; contacts between participant, FCC, and
contracted service provider; and any other pertinent
information relating to | MPACT. Comments on CSLC foll ow the
participant’s Rl D nunber rather than the case nunber |ike
CLRC. For this reason, |IMPACT related comments nmust be kept
on CSLC

| MPACT Partici pants have access to their casefiles, so
entries nust be professional and objective.

| nactive | MPACT casefiles may be transferred to the Records
Center one (1) year after the end of the fiscal year of
closure and after receipt of a State Board of Accounts Audit
Report where they will be retained for an additional nine
years. Before any records can be transferred, counties nust
first contact the FSSA Forns/ Records Managenent Unit in

| ndi anapolis for approval. Once approved, the records
shoul d be put in an approved Record Storage Carton with |id
(SF46634). These cartons may be ordered fromthe Forns
Distribution Center.

1450. 15. 00 RETENTI ON OF CASE RECORDS I N LOCAL OFFI CE

Hard copy case records are not to be taken fromthe Local

O fice except for official use by enployees or for use by
proper authority upon court order. Receipts should be nade
and acknow edged in such cases and proper follow up should
be made to ensure the return of the case records to the
file.

1450. 20. 00 RETENTI ON OF DOCUMENTS W THI N THE CASE FI LE

Most case records are to be nmaintained for three years. The
three year period starts at different tinmes for different
docurments. The following is the list of docunents that nust
be retained for the entire life of the case and three years
following the date on which the eligibility or clains
col l ection case was di scontinued:



application;

i ntervi ew gui de;

conbi ned application formused for application actions;

medi cal i nformation;

absent parent information;

assignnment of rights forns;

court records;

| egal agreenents;

records establishing overpaid benefits and/or fraud;

soci al security nunbers;

birth and death records;

citizenship records
O her case file records nust be retained for a three year
period beginning with the effective date of the action it
supports. Those records include but are not |limted to:

Budget forns;

i ncome and expense records used to support the
eligibility determ nation and benefit cal cul ati on;

noti ces;
heari ng deci si ons;

benefit issuance records not related to overpaid or
under pai d benefits.

| nacti ve case records may al so be preserved during the life
of the individual so long as they may be needed for
repaynents on existing clains.

1450. 20. 05 Retenti on O Docunents Wthin The Case File
( MED)

Records of a deceased recipient may be retained as |ong as
necessary for filing clains for recovery against the estate.

1455. 00. 00 DESTRUCTI ON OF CASE NATERI AL




Al case file materials nust be maintained for review and
audit purposes in accordance with the retention guidelines
presented previously.

Bef ore destroying case file records it will be inportant to
ensure that the record has |ost relevance for all the
progranms in which the case nenbers participated.

When case records have been inactive for three years, a
request for record destruction is submtted to the Archives
Di vi si on, Conm ssion on Public Records, with a
representative sanple of three cases for the year. Upon
approval, the other inactive case records nmay be destroyed.

1455. 05. 00 REMOVAL OF EXTRANEOUS MATERI AL FROM CASE
RECORDS (C, MED)

The periodic renpoval of extraneous material fromthe case
record assists in case managenent. Al material which
supports the current eligibility determ nation nust be
retained. Exanples of material to be retained are:

appl i cati ons,

medi cal i nformation,

medi cal expense information,
child support information,
assi gnnment s,

agreenents, and

over paynent information

| MPACT docunents nmay not be purged since there is no tine
[imt on extensions of the 24 nonth |limted benefits.

1460. 00. 00 USES FOR FOOD STAMP BENEFI TS (F)

This section addresses use of Food Stanp benefits.
1460. 05. 00 CENERAL FOOD STAMP BENEFI TS USE (F)
Food Stanmp AGs nust be inforned, at application and
eligibility review, of rules governing food stanp benefits
usage.
Food stanp benefits are designed for use by participants to
purchase eligible foods, including seeds and plants, for
home consunption and use. Food stanp benefits may not be
used to purchase:

Al cohol i ¢ bever ages;

t obacco;

hot foods and hot food products prepared for imedi ate
consunption; or



paper and cl eani ng products.

AGs are not required to have cooking facilities or access to
cooking facilities to participate in the program

1460. 10. 00 SPECI AL FOOD STAMP BENEFI TS USE (F)

Al t hough food stanp benefits were originally intended for
use by eligible AGs to purchase foods for hone consunption,
certain groups have been authorized to use their food stanp
benefits to obtain prepared neals, or to facilitate their
obtai ning food. These authorized special uses for food
stanp benefits are as follow

1460. 10. 05 Communal Dining Facilities (F)

Communal dining facilities are public or private nonprofit
establishments authorized by FNS to prepare and serve neal s
for elderly persons and/or for SSI recipients, and their
spouses.

Communal dining facilities include:
Senior citizens centers;

apartnent buil dings occupied primarily by elderly
i ndi vi dual s or SSI AGs;

any public or nonprofit private school (tax exenpt)
whi ch prepares neals for elderly individuals during
speci al hours;

certain other public or private nonprofit
establishments (tax exenpt) which prepare and serve
nmeal s for elderly or SSI recipients;

private establishments under contract with a state or
| ocal agency to offer, at concession prices, neals
prepared especially for elderly or SSI individuals; and

restaurants that have a signed agreenment with the
| ndi ana Fam |y and Soci al Services Adm nistration to
provide neals to honel ess, elderly or SSI recipients.

AG nmenbers who are eligible to use all or any part of their
food stanp benefits to purchase neals prepared at a conmunal
dining facility include:

I ndi vi duals 60 or older and their spouse; and
i ndi vidual s receiving SSI and their spouse.

1460. 10. 10 Meal Delivery Services (F)



Meal delivery services are nonprofit services authorized by
FNS whi ch provi de hone neal delivery. These services may be
political subdivisions, private nonprofit organizations, or
private establishnments with which the state or | ocal agency
has contracted for nmeal preparation and delivery.

To be eligible to use all or part of their food stanp
benefits to purchase neals froma neal delivery service, AG
menbers nust be:

I ndi vi duals 60 or older and their spouse;

housebound;

f eebl e;

physi cal | y handi capped;

ot herw se disabled to the extent that they are unable
to adequately prepare all of their neals; or

a spouse of an individual l|isted above.
1460. 10. 15 Drug Addiction/ Al coholic Treatnent Centers
(F)

Resi dents who are drug addicts or al coholics and who
regularly participate in a publicly operated or private
nonprofit drug or alcoholic treatment and rehabilitation
programon a resident basis, may use all or part of the food
stanp benefits issued to themto purchase neals prepared for
t hem during the course of such prograns. Any drug

addi ction/al coholic treatnent center authorized by FNS as a
retailer is an eligible institution.

1460. 10. 20 G oup Living Arrangenents (F)

A group living arrangenent is an eligible institution if the
facility is authorized by FNS to accept Food Stanps.

Resi dents of such group living arrangenents may be eligible

to use food stanp benefits issued to themto purchase neal s

prepared especially for them

1460. 10. 25 Shelters For Battered Wonen And Children (F)

A shelter for battered wonen and children is an eligible
institution if the facility is a public or private nonprofit
residential facility that serves battered wonen and their
children. |If such a facility serves other individuals, a
portion of the facility nmust be set aside on a long term
basis to serve only battered wonen and chil dren



Resi dents of such shelters for battered wonen and chil dren
may use food stanp benefits issued to themto purchase neal s
prepared and served by the shelter.

1460. 10. 30 Honel ess Meal Providers (F)

Honel ess neal providers are eligible institutions if they
are public or private nonprofit establishnments certified by
FSSA and aut horized by USDA to accept Food Stanps in paynent
for prepared neals for the honel ess. Honel ess individuals
may use food stanp benefits to purchase neals prepared and
served by such providers. Meals nust be provided at the same
rate to Food Stanp recipients as to other honel ess

i ndi vi dual s.

1460. 10. 35 Shel ters For Honel ess Persons (F)

A public or private nonprofit shelter for honel ess persons
is considered an eligible institution. Honeless persons who
reside in these shelters may be certified for Food Stanps.

1465. 00. 00 FOOD STAMP COUNTY SERVI CE PLANS (F)

Each Local O fice shall prepare a service plan for their
county via Form 2248, Food Stanp County Service Plan.
Service plans shall contain descriptions of the
certification services that will be offered in each county.

After conpletion, the Local Ofice shall submt the service
plan to the Central Ofice. The Central Ofice shall review
the plan for conpliance with federal and state program

requi rements. County service plans which are in conpliance
shal | be approved by the Central Ofice. The Central Ofice
shal | deny requests for changes when changes are

i nconsistent with programrequirenents or the agency's

m ssi on.

The Local O fice shall conplete/submt a new service plan
whenever a change in the current plan is being proposed.

1465. 05. 00 PREPARATI ON OF COUNTY SERVI CE PLANS (F)

The Form 2248, Food Stanp County Service Plan, nust be

conpl eted when requesting a change in services. The plan
nmust include notices which will be used to notify the public
of proposed changes.

The service plan nust be devel oped to nost effectively serve
t he needs of clients and neet or surpass m nimum
requi renents based on the available staff.

1465. 05. 05 Subm ssion O Form 2248 (F)



The County Service Plan nust be submitted to the Centra
Ofice, Food Stanp Policy Unit, whenever a change is being
requested. Changes nust be submtted at |east 60 days prior
to the proposed inplenentation date.

1465. 05. 10 Changes In Service (F)

Prior approval fromthe Central O fice nust be received
before inplementing any change in certification or issuance
servi ces.

Prior approval to decrease hours or locations wll be given
only if justification is provided to indicate the proposed
change will not affect the needs of people in the area.

Request ed changes cannot be bel ow the m ni num | evel
indicated in the follow ng sections. After approval from
the Central Ofice, the public nust have notification of the
change at | east one cal endar nonth prior to the

i npl ement ati on date.

1465. 05. 15 Retention O Form 2248 (F)

The Local O fice shall retain the plan in the County Plan of
Operation for three years and six nonths after they are no

| onger current. A copy of each county plan will also be
retained at the Central Ofice.

1465. 05. 20 Publ ic Conment (F)

Solicitation of public comments shall be sought on the
certification service in the area when changes are being
considered. The Local O fice shall solicit comments through
means such as public neetings, witten coments, or

consul tati on which would enable the public to have an
adequat e opportunity to comrent.

1465. 10. 00 LOCATI ON AND HOURS OF CERTI FI CATI ON SERVI CES
(F)

The Local O fice is responsible for determ ning the
| ocati ons and hours of operation of the certification
servi ces nmade avail able in each county.

1465. 10. 05 Met hods To Fulfill Certification Needs (F)

The Local O fice may choose anong a variety of certification
met hods to fulfill the certification service needs of their

| ow i ncome popul ati on. These nethods include, but are not
limted to, the use of full service certification offices
and satellite or nobile certification offices.

1465. 10. 10 M ni mum Requi renents (F)



The m ni num requi renments of Food Stanp certification
services pertain to Food Stanp services only and do not

regul ate the availability of assistance certification
services. The mninumcertification service requirenents
shal |l be applied to each county within the state. Basic
certification services consist of distributing and accepting
applications, interview ng applicants, and accepting notices
of change in AG circunstances. The Local Ofice shal
provi de these services as foll ows:

1465. 10. 10. 05 Counties Wth Mre Than 250 Units (F)

In counties with nore than 250 AGs participating in the
program the Local Ofice shall provide at |east 35 hours
each week (in weeks w thout holidays) of basic certification
services in at |east one office in the county. |In offices
with nore than two eligibility workers, these services shal
be scheduled so that there is no break in their availability
during the lunch period. The Central Ofice nay approve a
service plan that does not nake service avail able during the
lunch period if the plan is adequately docunented to show
that conpliance cannot be achieved for statutory or security
reasons.

1465. 10. 10. 10 Counties Wth 250 O Fewer Units (F)

In counties with 250 or fewer AGs participating in the
program the Local Ofice shall provide a m nimum of 30
hours basic certification services each nonth in at |east
one office in the county. The 30 hours of basic
certification services shall be scheduled so that there are
at | east sone hours of certification service during each
cal endar week. To the greatest extent practicable, the
schedul e of hours shall be consistent fromnonth to nonth.

1465. 10. 10. 15 Access To The Food Stanp Program (F)

In addition, those counties with 250 AGs or |ess shall nmake
arrangenents to afford people in the counties access to the
programduring all normal working hours. To acconplish
this, the Local Ofice shall arrange to have a place in each
county where applications can be picked up by applicants
during all normal business hours each business day. The
Local O fice shall provide the address along with the
applications so that applicants can mail themin.
Applications shall be accepted and considered filed on the
sanme day they are received.

1465. 10. 15 Exceptions To Certification Services (F)

Applicants who are unable to obtain certification services

during normal certification hours established in accordance
with the requirenents of this section without mssing tine

fromwork shall be given appointnents for such services.



The Local O fice is encouraged to arrange these appoi ntnents
out si de normal business hours, or for times that would
mnimze the applicant's absence fromwork. The

avai lability of this service shall be publicized by the
Local O fice. 1In addition, people contacting the Local
Ofice and indicating that they work during all or nearly
all schedul ed hours of certification service, shall be
informed of the availability of appointnents at tinmes other
than normal certification hours.

1465. 10. 20 Drop-of f Point For Applications (F)

The Local O fice should attenpt to make arrangenents to have
a place in each county where applications that are ready for
filing can be dropped off. Were drop-off points are

est abl i shed, AGs shall have the option of either |eaving
their applications at the drop-off point or mailing their
applications to the address provided. Were drop-off points
are established, the Local Ofice shall make instructions
avai l abl e that inform AGs of their filing options and

expl ain the circunstances under which the mailing of
applications will result in faster action.

1465. 10. 25 Thirty Mle Requirenent (F)

In order to maxim ze applicant AGs, services shall be
provi ded so that nearly all AGs reside within 30 mles of a
certification |ocation.

Mobile or Satellite Ofices:

Local O fices may provide nobile or satellite
offices to serve units which do not reside within
30 mles of the Local Ofice, providing Central

O fice approval is received.

Any additional services that are required in order
to conmply with this provision nmay be provided
t hrough nobile or satellite offices.

Excepti on:

If the Local Ofice denonstrates that participants
normally travel nore than 30 mles to a place to
conduct personal business, an exception to this
rul e may be granted.

1465. 10. 30 Qut-O-Ofice Certification (F)

Any applicant or AG which consists of all adults over 65
years of age or older, or nentally or physically

handi capped, or has transportation difficulties and cannot
appoint an authorized representative, shall be eligible for
the out-of-office certification procedures.



1465. 10. 35 Requi rement To Publicize (F)

The Local O fice shall publicize the availability of these
procedures for AGs which are eligible for them

I n addi tion, people who contact Local O fices inquiring
about certification services with nobile or satellite
offices shall be inforned of these certification services.

Normal certification hours are to be posted in the waiting
areas and the issuance areas of the Local O fices.

1465. 15. 10 M ni mum Hour Requirenents (F)

The m ni mum i ssuance service requirenents set forth as
follows shall be applied to each county. |In accordance with
normal processing standards, issuance services shall be

pl anned and inplenmented so that all eligible AG are given
an opportunity to obtain food stanp benefits wthin 30 days
of filing their applications.

1465. 15. 10. 10 Expedited Service (F)

| ssuance service shall be planned and inplemented so that
any applicant receiving expedited service and determ ned
eligible in accordance with expedited service provisions is
gi ven an opportunity to obtain food stanp benefits by the
seventh cal endar day follow ng the date of application. |If
the seventh day falls on a weekend or holiday, food stanp
benefits nust be issued by the workday prior to the weekend
or hol i day.

1465. 15. 20 Units Wth Elderly And Di sabl ed Menbers (F)
The Local O fice shall assist these AGs by assisting themin
finding authorized representati ves who can act on their
behal f, or by using other appropriate neans.

Local O fice staff may not serve as authorized
representatives to certified AGs.

1465. 25. 00 STAGGERED | SSUANCE OF FOOD STAMP BENEFI TS (F)

Food Stanps are on a 10 day staggered issuance schedul e
statew de, see | PPM 3610.05.25 for the issuance cycle.

1465. 25. 05 Det erm ning The | ssuance Schedul e (F)

| CES i ssuance can only be staggered based upon the first
letter of the |ast nanme of the casehead. Names within a
| etter cannot be further divided over a period of tinme as
| CES only recognizes the first letter.



Food Stanp benefit availability shall not el apse nore than
40 days between any two issuances provided to any AG
participating for at |least two nonths. AGs nust be able to
access Food Stanp benefits on or after their schedul ed date.

AGs certified under expedited procedures are exenpt fromthe
st aggered i ssuance system

St agger ed i ssuance schedul es nmay not be inplenmented until
the second full nmonth of an AG s certification period.

1465. 25. 10 Requi renment To Publicize (F)

The witten notice for a staggered issuance schedul e nmust be
given to all AGs at |east 30 days prior to inplenmentation
and rust include, at mninum the follow ng infornmation:

an expl anation of the staggered i ssuance system
the county's schedul e of issuance; and
hours of issuance

1465. 25. 15 Posting O The Schedule (F)

The staggered i ssuance schedul e nust be posted in the | ocal
of fice.

1465. 25. 20 Publ i ci zing The System (F)

In addition, the Local Ofice nust publicize the new system
Some suggested nethods are as foll ows:

Contact local civic and community action groups;
pl ace articles in area newspapers; and
make announcenents on |local radio and tel evision.

1470. 00. 00 DI SASTER (F)

A disaster is defined as a natural event such as fl ood,
tornado, or fire. It may affect one or many famlies. |In
the event FNS declares a disaster in an affected area, AGs
in that area will be approved under special disaster

pr ocedur es.
During a disaster declared by FNS:

FSSA will determine eligibility for affected AGs in
accordance with FNS i nstructions instead of the
eligibility determ nation procedures detailed in this
manual ;

the Local Ofice will performenergency eligibility
determ nations with authorization fromthe DFC,



1499.

AGs eligible for energency Food Stanp benefits wll

receive both the energency allotnment and the
repl acenent allotnment. Replacenent policies are
described in Chapter 3600 (Benefit |ssuance); and

the Local Ofice will keep records of energency
participation separate fromthe regul ar i ssuance
docunent s.

00. 00 FOOTNOTES FOR CHAPTER 1400

Foll owi ng are the footnotes for Chapter 1400:

(f1)

—
N

— — — — o — —
mvv N N N N
N—r

—

= IS O O 00 ~No o1k~ w N
~

NN ~ NN AUNTNNANAN ~
— —

N -
~——

42 CFR 435.
45 CFR 205.
45 CFR 206
42 CFR 435.
45 CFR 205.

45 CFR 205

70

| C 12-14-22-8
470 1AC 2.1-3-1

45 CFR 205.
42 CFR 431.

10
306;

470 1AC 2.1-3-1
470 IAC 2.1-3-1
Soci al Security Act, Section 402(a)(9)
Section 11(e)(8) of the Food Stanp Act of 1977 as

anended by

42 CFR 435.
45 CFR 206
45 CFR 205.
42 CFR 433.

Section 837 of P.L. 104-193 (PRWORA)

902;
10
50
32

not



